Proceeding of EECSI 2018, Malang - Indonesia, 16-18 Oct 2018

Applying IT Services Business Relationship
Management on Security Outsource Company

Indra Kharisma Raharjana
Information Systems
Universitas Airlangga
Surabaya, Indonesia
indra.kharisma@fst.unair.ac.id

Abstract— Most outsource security companies have not
implemented information technology optimally. A company must
implement information technology that is oriented to customers
and stakeholders to be competitive. Outsourcing security
companies need to apply a systematic approach for managing
customer-oriented services. In this study, we implemented
business relationship management based on Information
Technology Infrastructure Library (ITIL) framework to develop
a service strategy, especially for an outsourced security company.
There are 5 stages of activities carried out, namely identifying
stakeholders, defining business outcomes, establishing strategic
and funding requirements, defining business cases, and
validating business activity patterns. Verification and revision of
customer requirement analysis are performed to validate and
evaluate the results. The result of implementing business
relationship management is the recommendations of four IT
services that suits the organization. The four IT service
recommendations are websites, CRM services, monitoring
services, and ordering services. Business case documents for each
service have been created to identify business impacts and risks.

Keywords— relationship management, service strategy, ITIL
framework, customer requirements analysis, IT service strategy.

1. INTRODUCTION

Outsourcing is the process of hiring labors or services from
a party outside a company to perform a specific task [1].
Companies tend to hire outsourced employees on the grounds
of cost savings, focus on business strategy, gain professional
labor, and use of the latest technology [2]. Outsourcing
companies are required to always have a competitive
advantage as more and more similar competitors company.

Currently, many security outsourcing companies engaged
in the provision of labor [4]. This competition makes the
company must be competitive, for that customer requirement
analysis becomes important [5]. Information Technology (IT)
services adoption in organization is believed to provide a
competitive advantage [3]. Unfortunately, IT adoption rate in
these companies are very low. IT is mostly only used for
administrative activities, not yet integrated with business
processes [6]. It can lead to ineffective service quality and low
competitiveness.

When implementing IT services, organizations need to
know their customers' requirements. IT services implemented
should not only focus on the technology, must also pay
attention to the quality of service and customers relation [7].
Customer requirement analysis is a systematic way of
exploring customer requirements and expectations.

978-1-5386-8402-3/18/$31.00 ©2018 IEEE

Susmiandri
Information Systems
Universitas Airlangga
Surabaya, Indonesia
susmiandri-13@fst.unair.ac.id

Army Justitia
Information Systems
Universitas Airlangga
Surabaya, Indonesia
army-j@fst.unair.ac.id

Customer requirement analysis can be done using the
Kano[5], data analysis[8] and quality function deployment[9].
However, these methods can only identify and prioritize
customer needs, not focus on preparing strategies and
recommendations for the implementation of IT services.
Information Technology Infrastructure Library (ITIL)
framework provides practical guidance on IT service
governance[10]. ITIL has been commonly used in various
industries because it is considered to reduce the failure of the
implementation of IT services, improve service and customer
satisfaction and save costs[11]. Business Requirement
Management (BRM) in the ITIL framework discusses how to
connect service providers and customers at a strategic and
tactical level so that service providers can understand customer
needs for IT services [12].

In this study we propose for applying IT Services Business
Relationship  Management for identifying  Customer
Requirement Analysis in security outsourcing company, so the
company can plan IT requirement in integrating its business
process. This study applies the method of Business
Relationship Management in the Information Technology
Infrastructure Library (ITIL) framework to perform customer
requirement analysis. We wuse one security outsourcing
company as a case study of IT services business
relationship management. because it only uses one company as
the case study, the results of this study may not be generalized
to all outsourced security companies.

II. METHODS

This research method has several procedures including
identifying stakeholder, define the business outcome, specify
strategic requirement and funding, define business case,
validated business activity pattern, and verification and revise
customer requirement analysis. The procedure is illustrated in
Figure 1.

A. Identify Stakeholder

This stage aims to find out stakeholders who are involved
and influential. The input of this stage is information about
who are the parties or stakeholders involved in business
activities. Information about the parties and stakeholders
involved is obtained through interview. Stakeholder mapping
analysis is conducted for stakeholder -classification [13].
Stakeholders are classified into 3 groups: stakeholder salience,
dependency level, and stakeholder power interest grid. After
the grouping, the next step is to determine the most prioritized
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Fig. 1. Step of Customer Requirement Analysis

stakeholders by selecting the stakeholders who belong to all the
groups, called key stakeholder.

B. Define Business Qutcome

The purposes of this stage is to determine what business
outcome should be met by IT services. Key stakeholders are
interviewed to get information on the business outcome should
be implemented, the constraint to be faced, the desired
requirements, and expectations of each key stakeholder on IT
services. The value to be achieved by the IT services must be
ensured during the interview. So the IT services can have value
for each key stakeholder and reduce the constraints.

C. Spesify Strategic Requirement and Funding

This stage aims to identify strategic requirements and
funding requirements. The input for this stage is a detailed list
of the business outcome obtained in the previous stages.
Discussions with key stakeholders are done to establish a long-
term  strategic requirement. Appropriate IT  service
recommendations are made based on the results of discussions
and best practice studies. Details of the funding and assets
required for the implementation of IT services are estimated to
get a complete picture.

D. Define Business Case

A business case is a decision support and planning tool to
project the consequences of a business action taken [14].
Business cases are used as materials to support decision-

making and planning related to the application of IT service
recommendations. business case documents created for
prioritized IT services. The document contains business
objectives, limitations, business impacts, risks of implementing
each IT service, and recommendations to avoid risks.

E. Validated business activity pattern

This stage is done to know the pattern of business activity
in order to estimate the workload of each IT service. The
analysis is done by looking at business case documents to find
out which business activities are related and knowing who the
users are from each IT service. Interviews with users of IT
services to gather information about the pattern of business
activity.

F. Verification and revise customer requirement analysis

At this stage, the verification of the results of customer
requirements analysis conducted. The verification process
involves managing director and customer. Through interviews
and form verification by stakeholder, about the appropriateness
of the results, with the opinions and expectations of both
parties.

III. RESULTS

A. Identify Stakeholder

There are 14 stakeholders involved in the service or
business activity. The party is president director, marketing
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TABLE 2 LIST OF THE BUSINESS OUTCOMES

Name Business Outcomes
President Director 1. IT Services that can help monitor Key Performance Indicator.
Marketing 1. IT Services to support marketing
Department 2. IT Services that allow to build trust and good relations with customers and prospective customers
1. IT services that can assist in managing payroll
Finance 2. IT services that can be a reminder of customers to make payments
Department 3. IT Services that applied were able to notify automatically who are the customers who have made
the payment and display some payment details
1. IT services that can help organize shifts for workers security
HRD Department 2. IT serv@ces that can help facilitate ’the making of a report of security personnel work portion.
3. IT services that can help the recruitment process
4. IT Services to create alternative communication methods to expand access to field coordinator.
The Field 1. IT Servi_ces that can help monitor the labor secgrity _ '
. 2. IT services that can add access to communication with the customer for better and efficient
Coordinator o
monitoring
1. IT services that can simplify the process of absentee
2. IT services that can be used to mereview the performance of the security
3. IT Services that can facilitate in obtaining general information of outsouce company
Customer . . . . . .
4. IT Service which can provide alternate communication with the marketing department
5. IT services that are able to provide an alternative way to process bookings
6. IT Services to provide information nical regarding payment

TABLE 3 LIST OF IT SERVICES RECOMMENDATION AND STRATEGIC REQUIREMENT THEY CAN ACHIEVE

Strategic requirements that can be met Recommended IT services

1. IT Services that can facilitate in obtaining general information of outsouce
company Website
2. IT services to support the existence of organisation to be more recognized

IT Services which can help the process of recruitment guard Recruitment Service
1. IT Services that can build trust and rapport with customers and prospective
customers Customer Relathionsip
2. IT Services that can increase access to communications with customer in order to Management (CRM) service

create a process monitoring better and more efficient
IT services that provide to review the performance of the security
IT services can assist monitoring labor security

Monitoring Service

IT services can help arrange shifts for workers security

IT services that can facilitate the attendance

IT services memperm already preparing reports on the long or the work portion of
the labor security, for the benefit of the payroll

W=D =

Labor Arrangements Service

IT services that can provide information about the payment details

IT Services that applied were able to notify automatically who are the customers
who have made payments

3. IT Services can be a reminder of the customer to make payments

N —

Payment Services

1. IT services are able to provide an alternative way for the ordering process more . )
efficient Ordering Service

department, legal department, human resources department, From stakeholder mapping analysis using stakeholder

finance department, supervisor, security labors, customer, paid salience, dependency, and stakeholder power interest grid [13],

media, regulators, tax directorate, notary firm, competitor, and  showed that there are 8 key stakeholders. Namely: president

Indonesian Security Services Company Association. director, marketing department, legal department, human
resource department, finance department, supervisor, security
labor, and customer.
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Fig. 2. Pattern of Business Activity for Website
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B. Define Business Outcome

Interviews were conducted with 8 key stakeholders. Table
2 is a list of the IT services business results expressed by key
stakeholders.

C. Specify Strategic Requirement and Funding

After discussions with stakeholders (security outsource
company and customer), the strategic requirement is
determined in based on business outcomes. Once the list of
strategic requirements has been obtained, the next to do is
casting ideas of IT Services to be recommended. The list of IT
services recommendations from the strategic requirement
depicted in Table 3. Estimation of the assets and the funds
required to implement the recommendations of the IT services
are calculated.

After a detailed estimation of IT services, assets and funds
are completed, the next step is to conduct an interview with the
finance department to determine the readiness of IT services
related to their implementation. At present, the organization
prioritizes four IT service recommendations: Websites, CRM
services, monitoring services, and booking services.

D. Define Business Case

In this stage, the business case documents were created.
The business case documents were prepared by defining
business objective, the business case boundary, business
impact, the risk and contingencies for each IT services.

Fig. 3. Pattern of Business Activity for CRM Service
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Fig. 5. Pattern of Business Activity for Ordering Service

E. Validated business activity pattern

The website Business activity was extracted from
information regarding the distribution of labor services
performed by prospective customers who ask about the
distribution system of labor services offered. From interviews
obtained information about the number of potential customers
who inquire about the employment service delivery system
(depicted in Figure 2).

Business activities related to the implementation of CRM
services were marketing, monitoring, and reservations. Number
of product marketing activities, monitoring, and ordering is
depicted in Figure 3. Based on the results of an analysis of
factors that may affect changes in the pattern of business
activity, it can be estimated that the workload of CRM services
is mostly used at the beginning of the year, followed by end-of-
year usage.

Number of monitoring activity is shown in Figure 4. Based
on number of monitoring activity and the results of an analysis
of factors that may affect changes in the pattern of business
activity, it can be estimated that the workload of monitoring
services will be widely used on Mondays, Thursdays, and
Sundays. However, due to the possibility of unannounced
monitoring that can be made at any time due to a customer
complaint, the performance of the monitoring service should
also remain good on other days.

Booking service is used to simplify the ordering process of
labor security guard. Number of ordering activity is depicted in
Figure 5. The results of the analysis of factors that may affect
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the pattern of business activity, it can be estimated that the
workload of the booking service will be widely used in January
and February, however, due to the possibility of many orders
also in other months, of the booking services in other months
should also remain good.

F. Verification and revise customer requirement analysis

The data from the customer requirements analysis results
are shown to perform verification processes involving the
company and its customers. The verification process performed
on the organization involves the head of HRD. From the results
of interviews and filling the verification form, obtained
information that the results of customer requirement analysis
that has been shown, in accordance with expectations. Head of
HRD said that the results of a customer requirement analysis
can be a consideration and a good source of information to
make the implementation of IT services in the company. In
addition, the recommended IT services also fit the
requirements and conditions of the organization.

The subsequent verification process is done to the
customer. From the interview result, it is found that the result
of customer requirement analysis has succeeded in defining
and conveying requirement from customer side. The
recommended IT service also can fulfill customer requirement.

IV. DISCUSSION

The stakeholder continuously involved through interviews,
and discussions so we get feedback needed. There are several
obstacles in conducting this research, such as difficult access to
interviews with customers, because of this limitation there was
only one customer to be interviewed in this study. The
interview was also conducted with one representative from
each section or division at the organization. Other obstacles
that arise are data and documents are clasified to parties outside
the organization. We cannot analyze documents or data to
ensure the course of business and financial conditions.

This study is a continuation of the study [6] which aims to
identify IT strategic requirement, especially for security
outsource company. both studies apply the process from ITIL
framework. Previous studies [6] focused on the strategy
management for IT services process, while this study focused
on the process of business relationship management.

This study applied business relationship management as an
IT service life cycle strategy. In contrast with the previous
study [15] [16] that used the business relationship management
concept in the organization that had implemented IT services.
this study explores the application of business relationship
management to organizations that have not implemented IT.
the challenge is to provide understanding to stakeholders
regarding the benefits and strengths of IT in providing
competitive advantages within the organization.

Furthermore, several matters related to information
technology governance and information technology service
management can be done in security outsource companies to
strengthen competitive advantage. for example, designing
enterprise architecture planning [17] [18], creating standard
operating procedures for service implementation [17], applying

checklists for crucial matters [18], or strengthening governance
in the organization [19] [20].

V. CONCLUSION

This study demonstrates that the process of service strategy
for business relationship management that exist in the cycle
service strategy on the ITIL framework, can be used as a basis
in the manufacture of strategy and planning for the
implementation of IT services, in accordance with the
requirements of the company and its customers, which it has
yet to implement a service IT. The results of this study may not
be applied to all the outsourcing company. This is because of
differences in business processes that are running and the
problems faced by each company. Therefore, it needs
adjustment to find out the outline of the requirements of the
outsourcing company and its customers, in order to determine
which strategy is general and flexible, so it can be applied to all
outsourcing companies.
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